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This volume represents the proceedings of the 12th ENTER conference, held at 
Innsbruck during 2005. While the conference also accepts work-in-progress papers 
and includes a Ph.D workshop, the proceedings contains 51 research papers by 102 
authors. The general theme of the conference was eBusiness is here – what is next? 
and the papers cover a diverse range of topics across nine tracks. This reviewer has 
adopted the approach of succinctly summarising the contribution of each of the 
papers, in the order they appear. 
 Six papers are presented in Track 1 – Tourism Systems, Services and 
Architecture. McGrath and More argue the emerging development of tourism 
information architectures must capture and model change. Their research in Australia 
presents an example of how such architecture could be used in a destination context. 
Also from Australia, Taylor and Puehringer propose a model of the Tourism 
Information Marketplace (TIM), which highlights barriers to the distribution of 
information and research. Norrie and Singer discuss how new technologies can be 
used to develop interactive paper maps and guides for visitors at a destination. A case 
study of how such maps were trialled at the Edinburgh festivals is provided. 
Maglogiannis et al discuss a framework for enabling the integration of web services 
and peer-to-peer communication technology in the context of sea transport services. 
The Personal Traveller Mobile Assistant (PTMA) is offered as an application based 
on the framework. Raggam and Almer discuss the potential of 3D information 
applications, particularly for mobile devices. From the results of a survey of tourism 
organisations in Austria, they lament that while most tourism information is 
geographically related, very little is actually offered in a digitally geographical 
format. Fuchs and Höpken examine the problem of insufficient information for 
tourism destination decision-making. Data Envelopment Analysis (DEA) is presented 
as a way forward.  
 Culture and Heritage features three papers. Sigala addresses the limited 
literature relating to the impact of the Internet on visitors’ interpretation of museums. 
A learning framework is proposed and tested in an examination of UK museums’ web 
sites. Abad et al. discuss NOMENCLATOR as an efficient collaborative multilingual 
digital content service providing personalised tourism information. Part of a local 
development project in the Basque Country, the application of this kiosk-based 
system at a visitor information centre is described. Berruquier et al. present the results 
of their investigation of interaction between case-based reasoning systems (CBR) and 
users with no knowledge of CBR. The project is part of an evaluation of the prototype 
of COOL-TOUR, a web-based CBR system used to support the development of a 
virtual community.  
In Consumers and Communities, Green and Murmann discus the potential of 
virtual Internet communities for enabling citizen participation in civic decision-
making. They report the positive feedback from citizens given the opportunity to 
provide opinions, electronically, on the rebuilding of New York’ Lower Manhattan 
area following the terrorist strikes of September 11th, 2001. Milne et al. review the 
first five years of KIWITRAILS, which is a virtual community of business and 
community interests in the East Coast region of New Zealand. The lessons learnt from 
the project have implications for other areas interested in using ICT strategies to 
improve regional economic performance. Alford addresses the gap in the literature 
relating to business processes as value-creating elements for organisations. A 
framework for mapping and evaluating business process costs in the tourism industry 
supply chain is tested and validated.  
 Travel and Trip Planning features six papers. Interested in the use of 
recommender systems as a tool for locating desired information from the abundance 
of information available on the Internet, Zins and Bauernfeind investigate user 
satisfaction in the context of user characteristics. Strong satisfaction influencers are 
identified, which are partially driven by personal characteristics. Hagen et al. present 
the Dynamic Tour Guide (DTG), a software agent available through a mobile device, 
which by accessing web information provides a personalised itinerary for exploring a 
city. DTG offers the potential to spread tourists more evenly across a crowded 
destination. Rabanser and Ricci discuss the emergence of recommender systems, 
suggesting they are likely to have a crucial influence in determining whether or not 
the Internet becomes a dominant tourism distribution channel in the future. Ricci et al. 
advocate a more extensive definition of recommender systems, stressing the 
importance of information browsing and discovery. They present research showing 
the usefulness of a recommender system aimed at users who may be intimidated by 
traditional search tools based on queries. Mitsche analyses different search patterns 
used by visitors to visiteuropeancities.com, which is a portal to the official web sites 
of 281 major European city destinations. Gretzel and Fesenmaier address the gap in 
the literature on recommender systems relating to the impact of the elicitation process 
used to capture users’ preferences. 
 Six papers are presented in Destination Systems and Issues. Hellemans and 
Govers analyse projected destination images. They report a content analysis of the 
images projected on 10 European Travel Commission (ETC) countries in comparison 
to those related to the same destinations on the ETC web site. Among the conclusions 
is the suggestion there is a general lack of creativity, and stereotyping.  Xiang and 
Fesenmaier examine the extent to which META tags, which make the web site 
“search engine ready”, are used by DMO web sites in Northeastern USA. Kao et al. 
use a case study of the Singapore Tourism Board’s Taiwan website to address the gap 
in the literature relating to the evaluation of satisfaction with NTO’s overseas office 
marketing. Doolin investigates the social and political processes through which web 
technology was developed by four New Zealand regional tourism organizations. Han 
and Mills use problematic integration theory to examine the attitudinal changes of 
online consumers. The model is used to test the effectiveness of the Australian NTO’s 
website in the USA market. Ambra and Mistilis report the development of a model 
used to compare perceived quality of the Sydney visitor information centre with a 
priori use of the Internet by visitors. 
Trust, one of the emerging hot topics, features three papers. O’Connor 
presents an international comparison of approaches to online privacy protection. In 
terms of USA-style self regulation or European Union-style omnibus legislation, it 
appears the latter is being adopted as a de facto standard. The use of trust marks as an 
alternative is introduced. Brown et al examine the extent to which the effects of 
unauthorised use of secondary data, invasion of privacy and errors on prior purchase 
of travel products via the Internet and future purchase probability among Australian 
university students. Bieger et al. analyse the potential of the Internet to build trust to 
overcome barriers preventing second home owners in Switzerland offering their 
apartments for rent to visitors. 
 The two most popular tracks featured nine papers. The editor expressed 
surprise at the resurgence of interest in Hospitality Systems and Issues. Matzler and 
Waiguny address the emerging issue of consumer confusion, in the context of the 
online booking of hotels. The findings of their survey of tourists at Innsbruck airport 
contradict those of previous studies. Franch et al. investigate the extent to which 
SMEs are effectively utilising ICT for competitive advantage and improved marketing 
results. While their study of Alpine hotels in Italy and France produced mixed results, 
general weaknesses of the SMTEs are summarised. Tso and Law examine the online 
pricing policies of 45 hotels in Hong Kong across seven distribution channels over a 
period of five months. Significant differences were found across the channels for all 
hotels. Essawy reports the development of framework to analyse the online 
capabilities of UK hotel brands to build customer relationships. Law and Cheung 
attempt the development of a weighing model for the contents of a hotel web site, 
arguing previous studies investigating hotel web site success attributes have 
overlooked this issue. Scaglione et al. investigate domain name diffusion across Swiss 
accommodation businesses. Their study analysed over 2100 names registered by 
small businesses and found significant differences across accommodation types. 
Fotiadis et al. investigate the use of internal marketing by Greek hospitality firms, and 
the extent to which they are prepared for the use of ICT to achieve integrated brand 
positioning. Christou and Kassianidis present a cross-cultural study of the persuasion 
effectiveness of three types of Internet advertising for hotels. The results show clear 
differences between persuasion effectiveness in the USA and Greece. Sigala 
addresses the gap in the literature relating to e-procurement adoption factors among 
foodservice operators.  
 In Marketing and Markets Bieger et al. investigate the information sourcing 
behaviour of the VFR market, particularly in terms of Internet use. In a Swiss context 
they discuss the influence of resident-hosts in destination marketing. Bédard presents 
the case study of the successful restructuring of a small, independent Canadian travel 
agency to adopt ICT.  Li and Buhalis present a rare investigation of eCustomers in 
China. A predictive model of the determinants of booking travel on-line in this market 
is tested. Ndou and Passiante discuss the potential for SMTEs to create value though 
participation in tourism network systems. Weber et al. investigate satisfaction and 
loyalty in a virtual environment. The results of their online survey of the members of 
a frequent guest program of a major hotel brand identify critical service factors. 
Christou proposes a model of consumers’ use of price promotions for holiday 
packages bought online. Schweda explores the emerging concept of interactive TV 
travel campaigns for travel planning from the perspective of users’ previous use of 
interactive technologies such as teletext and the Internet. Paraskevas and 
Kontoyiannis present a taxonomy of Travel Comparison Websites (TCW). An 
experiment using participants in the UK and Greece found users prefer well 
established brands. Daniele and Frew discuss competitive advantage for online travel 
intermediaries. Concept maps are used effectively to highlight the key drivers of 
competitive advantage for eMediaries. 
 Finally, six papers are presented in Website Evaluation, Quality and Metrics, a 
track likely to attract increased interest in the future. In the context of online package 
holiday bookings, Hümmer et al. report the use of qualitative and quantitative 
methods to identify a set of guidelines by which websites can be designed and/or 
evaluated for useability. Lee and Mills test a modified Interactive Advertising Model 
(IAM) in an investigation of the website advertising effectiveness of five state tourism 
organizations in the USA. Maswera et al. analyse the useability and accessibility 
errors of destination eCommerce websites. They compare 87 accommodation 
websites in four African countries with 20 from Europe using the automated tools 
Bobby and LIFT. Gram presents a content analysis of the web sites of German and 
Danish fun parks, in the context of family decision-making. Best practise sites are 
discussed. Mich et al. propose a modular approach for the evaluation of DMO 
websites. The methodology is based on identifying unique elements of diverse 
destinations. Schegg et al. combine log file analysis with content analysis of hotel 
websites to provide recommendations on hospitality website design. 
 The editor advises the review process for the research papers is as rigorous as 
any academic journal, and this is certainly reflected in the quality of the 51 papers. 
The volume is insightful and thought provoking, with a strong applied. There will be 
something of interest to most researchers and practitioners interested in tourism 
communication effectiveness. The volume is therefore highly recommended as a 
reference for every tourism research team. The proceedings are well presented in an 
A5 size soft cover book of  576 numbered pages. 
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